Though the individual's resistance is very often considered a significant barrier to BPM success, the literature on that topic is quite scarce. With the aim to shed light on this topic, we have conducted research of a Croatian insurance company. We examined the impact of individual's resistance regarding BPM initiative using the theory of reasoned action. Structural equation model was developed using the data collected by the survey among company employees. The results indicate that subjective norms are positively related to the individual's resistance regarding BPM initiative, while positive initial belief regarding BPM initiative tends to decrease the probability of resistance to change.
Introduction
Business process management (BPM) has been of a great interest in many companies for more than two decades because of its potential to significantly increase efficiency and to improve decision making on both operational and tactical levels. For industries, such as finance and insurance, the main goal of BPM is to gain a competitive advantage by shortening the roll-out time for new products and services. BPM aims to improve business processes by modeling and analyzing them, but it also has a broader scope: from process automation and monitoring to performance and operations management and the organization of work (van der Aalst, 2013; Milanovic Glavan, 2011) .
Nowadays, companies in service industries (e.g. banks, insurance companies and telecommunications) that facilitate transactions within a network of customers put much effort into standardizing services and implementing process performance measurement systems (Fjeldstad and Ketels, 2006; Harmon et al., 2006) . Since companies from the finance and insurance sectors have very complicated processes Since the findings of a survey conducted by Bosilj Vuksic et al. (2013) showed that "Croatian service industry firms do not use the potential of BPM in performance management to a satisfactory level," the aim of this research is to shed light on the factors of employees' resistance regarding a BPM initiative in one Croatian insurance company.
The paper is structured in three parts. First, a theoretical framework is presented: culture and people as critical success factors of BPM initiatives are discussed; the factors of individual's resistance toward changes related to BPM implementation are identified and elaborated. Next, the methodology of the research is described and the research model is developed using Theory of Reasoned Actions (TRA). Finally, research methodology is described, the results of empirical research are analyzed and the final conclusions are given.
Culture and People as Core Elements of BPM
Many authors agree that the final outcome of BPM projects is determined "by the combination of soft and hard factors" (Hanafizadeh and Osouli, 2011; Trkman 2010) . De Bruin and Doebeli (2009) define organizational culture and people's involvement as the soft factors leading to a successful change. The soft side of BPM is concerned with relationships and interactions among people and their behaviors, mindsets, and skills. The term "people" in the context of BPM is related to "the individuals and groups who continually enhance, practice and implement their process-related knowledge" (de Bruin and Doebeli, 2009, p. 8). According to Kettenbohrer (2016) , this can be used as a generic term since it also comprises the keywords "staff" or "employee." Organizational culture represents values, beliefs, attitudes and behaviors of the employees and reflects their behavior (Hofstede, 1993; Schein, 1990) . Cameron and Quinn (2006) identify 4 types of organizational culture: clan, adhocracy, market and hierarchy culture. Previous research revealed that organizational culture has a strong impact on BPM implementation success (Ahmad and Zairi, 2007; Alibabaei et al., 2010) , while other studies specified adhocracy culture and clan culture to be appropriate for adopting BPM (Hribar and Mendling, 2014; Buh, 2016) . Besides, Schmiedel et al. (2013) identified 4 BPM supportive cultural values: customer orientation, excellence, responsibility, and teamwork. According to the authors, these values are considered to be the facilitators of successful BPM.
Though the organizational culture unites common values and beliefs of organization employees, the perception on BPM, its usefulness and willingness to adopt BPM, varies between organizational sub-groups and individuals. Some authors recognize a "work-group culture" as an important factor influencing BPM and provide evidence that this dimension of BPM is still widely under-researched vom Brocke and Sinnl, 2011; Pritchard and Armistead, 1999) . The term "work group culture" refers to cultures of sub-groups (departments, process groups, and teams) in organizations (vom Brocke and Sinnl, 2011) .
According to Rosemann and vom Brocke (2010) , the organizations "need to develop the capabilities to assure the employees' BPM readiness and commitment." At the same time, the researchers should intensify the efforts "to extend the knowledge in human and cultural aspect of BPM" (Hanafizedah and Osouli, 2011) . Summarizing the literature review findings, Kettenbohrer (2016) explains the relation of culture and people in BPM in the following way. In the first phase, top management initiative toward BPM introduces changes in process flows and organizational structure. In the second phase, the new working environment triggers changes in employees' attitudes and actions, which consequently influences the organizational culture.
Understanding the Factors of Individual's Resistance regarding BPM Initiative
Vom Brocke et al. (2014) , and Tumbas and Schmiedel (2013) emphasize the importance of process users' involvement and motivation for BPM success. Kettenbohrer (2016) conducted a research to examine articles dealing with people in BPM. The results of the content-based analysis showed that "three key concepts which dominate the BPM literature regarding people are: expertise, empowerment, and commitment" (Kettenbohrer, 2016) . Similarly, Hanafizadeh and Osouli (2011) derived six factors leading to a successful change: (1) revision of motivation and reward systems; (2) communication systems; (3) empowerment; (4) people involvement; (5) training and education and (6) organizational culture. The readiness of people to accept, promote and implement change is a very important driver of BPM initiatives. Sikdar and Payyazhi (2014) recognized that "empowering employees, promoting trust, creating a critical mass at the operational level through engaging them proactively in BPM project could help organizations to avoid or minimize the resistance to business process change initiatives".
Besides positive factors related to human resources, the authors also investigate the negative factors regarding BPM that are: "(1) lack of understanding of BPM implementation; (2) insufficient training and lack of knowledge to implement BPM; (3) company culture not ready for BPM initiative; (4) individuals' negative perception about the ease of use and usefulness of BPM and (5) poor and inadequate communication and participation of users within a BPM project" (Tennat and Wu, 2005; de Bruin and Doebeli, 2009) . Therefore, several factors that could trigger the resistance to change at the individual level are recognized, such as the fear of job loss because of redesigned processes, dissatisfaction with the logic of decision-making, conflicts and lack of communication and interaction within the new working environment. Skepticism about project result and authority loss are mentioned by Abdolvand et al. (2008) and Palmer (2004) as the most common factors influencing individuals' BPM rejection. The ineffective or unethical change of management practices and biased managerial sense-making can result in resistance to change (Ford et al., 2008) . Understanding the need for change: the change is not needed; the change is not realistic. Decker et al., 2012 Feelings and expectations: low motivation to change; weak Buy-in, low morale. Decker et al., 2012 Assessment of a new work environment; hard work expected; too much change coming; a lot of effort required.
Decker and McCormack, 2008
Individual's commitment toward organization (OC): the intention of an individual to participate in changes within the organization (Bosilj Vuksic et al., 2017).
Low commitment: employee's needs are not met; no desire to stay in the organization; no job satisfaction; lack of establishment of common goals, low emotional commitment. Wong et al., 2005; Faisal and Al-Esmael, 2014; Aprecaida et al., 2012. Loyalty: acceptance of organizational changes; eagerness to work hard for the organization; low turnover intentions, job security; "current organization is considered to be the best of all organizations"; strong belief in organization's values, desire to achieve organization's goals.
Faisal and Al-Esmael, 2014
Subjective norms (SN): reflecting the relevance of reference groups (colleagues, managers or subordinates) for individual behavior within BPM initiative (Bosilj Vuksic et al., 2017) .
Social pressure to perform or not to perform changes: the individual's impression that most people who are important to him or who influence his opinion think he should or should not perform a specific behavior Fishbein and Ajzen, 1975; Eikebrokk et al., 2011 Resistance to BPM change: definition Issues Source
Resistance to change (RES): individual (active or passive) response to changes driven by BPM initiative (Bosilj Vuksic et al., 2017 relation to technology adoption. Recker (2010) concluded that theories from the field of IT and IS adoption can be used for determining BPM acceptance or resistance factors.
According to TRA, the intention of individuals to perform a certain behavior is influenced by their beliefs about the outcomes of carrying out this specific behavior (Fishbein and Ajzen, 1975) . TRA hypothesizes that individual's behavior is influenced by the individual's antecedent attitude (ATT) and the subjective norm (SN) . Fishbein and Ajzen (1975) defined two psychological variables as follows:
• "ATT is the individual's positive or negative feeling about performing a behavior that is influenced by: (1) initial beliefs and feelings regarding the consequences arising from individual's behavior and (2) evaluation of the advantages or disadvantages of those consequences.
• SN is the individual's perception of what important others think the individual should do. In comparison to SN, the term "social norm" is much wider since it comprises a broad range of permissible, but not necessarily expected or desired behaviors".
Based on the preliminary literature review and following the idea of TRA, this study seeks to understand whether ATT and SN are related to the resistance to change (RES), thus influencing BPM success. Table 1 contextualizes the factors (ATT and SN) influencing resistance to BPM change (Bosilj Vuksic et al., 2017) . For the purpose of this research, the ATT issues are categorized into two groups: initial beliefs (IB) and individual's commitment toward organization (OC). Since the human dimension of organizational change includes organizational commitment (OC) at the individual level, this factor is added in TRA as a sub-group of ATT. OC is related to the behaviors of employees and their identification with a particular organization. The strength of individual's attachment to the organization depends on its evaluation of behavior consequences. It is associated with the mindset that ties people to the organization and enhances their participation and involvement in changes (Meyer et al. 2012; Kuo, 2013) .
Based on the literature overview, the conceptual research model is developed (Figure 1 ). The research model is made up of three TRA constructs: IB, OC, and SN. As a result of the previous findings, the following hypotheses are defined: 
Research Methodology
The organization in which a survey is conducted is an insurance company in Croatia, named "Company I" for anonymity. This company has more than 1000 employees and about 50 million EUR of turnover. It is considered an early BPM adopter since the first BPM initiative was started almost two decades ago. Nowadays, all business processes are modeled and documented, process roles and positions are established, process key performance indicators (KPIs) and metrics are defined for each process, while process targets are focused on achieving customers' values and requirements.
Research design and data collection
Our research model (Figure 1 ) and a list of statements presented in Table 1 are operationalized into a research survey instrument. According to the research design approach suggested by de Vaus (2001) and Haynes et al. (1995) , the research instrument is tested on a sample of 5 respondents, and content validity is evaluated. The number of respondents in the pilot testing of the questionnaire was selected based on the similar research that also used this approach on a smaller number of respondents, such as Lin et al. (2005) who used 3 respondents, and Lin (2007) who used 5 respondents. Table 2 presents the final version of the research instrument, which consists of 3 constructs: Subjective norms, Individual's commitment toward the organization, and Resistance to change. Subjective norms consist of 2 items that are based on the approach used in a number of similar studies, such as Chiou (1998) and Zhou et al. (2014) . During April and May 2015, the invitation was sent to 330 business experts to fill in the online survey. Business experts were from various positions in the company (including managers, process owners, and other employees), and had at least 5 years of work experience. They were asked to express their degree of agreement with the suggested statements on the seven-point Likert scale from 1 (strongly disagree) to 7 (strongly agree). A total of 93 survey responses were received, yielding a 28.2 % response rate. Further, 2 responses were discarded due to the lack of data, so the remaining 91 were accepted as reliable answers.
Validity of measurement and statistical methods
In order to uncover the underlying structure of a relatively large set of variables (Hair et al., 2006) , explanatory factor analysis was conducted. Convergent validity was tested using statistical package SAS. Table 3 presents the factor analysis results for four factors. Discriminate validity was tested using the moderate approach proposed by Costello and Osborne (2005) who recommended "using loading cut-off value in the magnitude from 0.40 to 0.70." The results showed that all the measurement items from the questionnaire were valid for further analysis.
Next, as it was suggested by de Vaus (2001), the discriminate validity was checked using confirmatory factor analysis. The main purpose of this test was to explore whether the collected data fit a hypothesized measurement model. The results (Table 4) showed that all t-values were statistically significant at the level of 0.01. This was in line with the Costello and Osborne (2005) approach, who said that "all λ's should be higher than the cut-off value of 0.50 and all of the t-values should exceed 1.96". Hence, it was concluded that the observed loading paths were relevant. OC11 There's not too much to be gained by sticking with this organization indefinitely.
OC15 Deciding to work for this organization was a definite mistake on my part.
RES -Resistance to change (Bosilj Vuksic et al., 2017) RES1 I don't want BPM to change the way I do my job.
RES2 I don't want BPM to change the way I interact with other people in my job.
RES3 I don't want BPM to change the way I make decisions in my job.
RES4 I don't want BPM to change the way I share documents on my job.
Source: Bosilj Vuksic et al., 2017 Further, Cronbach's alpha method was used to test the reliability of measurement instrument. As can be seen (Table 4) , all Cronbach's alpha coefficients were above 0.70, suggesting the adequate internal consistency reliability (Feldt and Kim, 2008) .
In order to test the research model, structural equation modeling (SEM) was used. SEM is a multivariate statistical method which is often utilized in scientific research for investigating structural relationships. SEM is a mixture of factor analysis and multiple regression analysis. In our research, multiple regression analysis was not used because it would have prevented us from testing the impact of latent constructs, which we identified by the factor analysis (Table 3) .
Results and Analysis
Based on the previous positive validity test, a non-parametric correlation analysis was conducted in order to deepen the insight of our research. According to the results (Table 5) , all correlations between items examined were statistically significant at the level of 0.01. The highest correlation coefficient values between individual items were as follows: SN1 and SN2 (ρ=0.918, p<0.01); IB4 and IB3 (ρ=0.903, p<0.01); RES2 and RES4 (ρ=0.720, p<0.01); IB2 and IB1 (ρ=0.764, p<0.01), IB1 and IB4 (ρ=0.721, p<0.01).
The analysis of the relationship between RES and independent variables shows that: (1) medium negative correlation exists in the case of IB; (2) most of the OC indicators are positively related to RES and (3) there are no statistically significant correlations with SN indicators. Stronger relationships were determined in the following dyads: RES1 and IB1 (ρ=-0.408, p<0.01), RES3 and IB1 (ρ=-0.458, p<0.01), RES3 and IB2 (ρ=-0.435, p<0.01), RES1 and IB3 (ρ=-0.479, p<0.01), RES1 and IB4 (ρ=-0.540, p<0.01), RES1 and OC1 (ρ=0.323, p<0.01), RES1 and OC2 (ρ=0.316, p<0.01), and Note: * p-value < .01 Source: Authors' calculations. RES1 and OC3 (ρ=0.369, p<0.01) . The results reveal that negative initial beliefs, low individual commitment and negative attitudes of reference groups (reflected in subjective norms) are positively related to resistance to BPM change.
Assessment of model fit
Hooper et al. (2008) propose the fit indices which have been used to conduct the assessment of model fit. The chi-square of the proposed conceptual model is 173.529 with 71 degrees of freedom. However, due to the sensitivity of chi-square with regards to the sample size, other indices have been used as well to assess the overall model fit, as shown in Table 6 .
The goodness-of-fit index (GFI) has been used in order to assess the correspondence between observed and hypothesized variance. For our model, the GFI is 0.801, which could be considered as acceptable despite the recommendation that GFI should be higher than 0.90. Adjusted goodness-offit index (AFGI) for our model is 0.706, which could also be acceptable, although it is slightly low. The Normed-Fit index (NFI) and the Non-Normed-Fit index (NNFI) have also been calculated. For our model, they are close to 0.850, indicating a good fit (Bentler and Bonnet, 1980) . Next, the Comparative-Fit Index (CFI) has been calculated, and even though it is slightly below 0.900, it could also be considered acceptable. On the other hand, Root-mean-square-error (RMSEA) indicated close to satisfactory 0.127 values (e.g. Steiger, 2007) . Looking at the results, our research model fulfilled the stated rigorous methodological requirements. This is a preliminary research, which is why we consider the values of the fitness indicators that are slightly below the threshold values as acceptable.
Hypotheses testing
The overall model revealed a good fit, so we could further investigate the structural part of the model. The main aim of this analysis is to estimate if the research hypotheses are empirically supported. The hypotheseses testing included the signs of the coefficients, their statistical significance, measured by t-value, and the amount of variance of endogenous constructs that is accounted for by independent constructs, measured by the multiple correlation coefficient squared -R 2 . Figure 2 presents the results of the path analysis. All of the hypotheses (H1, H2 and H3) were supported.
The first hypothesis (H1), suggesting that subjective norms are positively related to resistance to change, was accepted. The standard solution of path coefficient estimate from SN to RES was 0.393 with the t-value of 3.240, which indicated the existence of a positive effect at 1% significance level. The second hypothesis (H2), indicating that initial beliefs are negatively related to resistance to changes, was accepted, with the standard solution of path coefficient estimate from IB to RES of -0.458 and t-value of -3.661, which indicates the negative effect at 1% significance level Finally, the third hypothesis (H3), which explains the relation between the individual commitment toward organization and resistance to change, was accepted, with the standard solution of path coefficient estimate from OC to RES of 0.341 and t-value of 2.427, which indicates the existence of a positive effect at 5% significance level. In addition, R 2 value was 0.423 indicating that 42.3% of variations in RES could be explained by variations in SN, IB, and OC.
Conclusions
The research presented in this paper investigated the factors of employees' resistance toward BPM initiative in one insurance company. The research model included subjective norms, initial negative beliefs about BPM, and individual commitment towards organization as factors that increase the resistance to change. The results indicated that subjective norms and the individual commitment toward organization are positively related to the resistance to change, and the initial beliefs are negatively related to the resistance to change. These findings are in line with the previous research conducted by the authors Tennat and Wu (2005) and de Bruin and Doebeli (2009) about the negative attitudes regarding BPM.
Although we present the results of the preliminary research, our research findings are of great importance for both business practice and future research. Our research has tested the applicability of TRA in the field of resistance to change related to the introduction of BPM, and confirmed that the presumption that the individual's affinity for a particular behavior is determined by the individual's belief about the outcomes of that specific behavior, but also by the attitude of others, expressed by the subjective norms . For the practitioners, we suggest that even more efforts should be devoted to the initial beliefs and social norms when a completely new BPM project is introduced or a significant change to the existing system is implemented. Very practical recommendations would include an application of an extensive educational program at the beginning of BMP implementation, as well as the identification of key opinion makers in organizations; the persons whose authority is not necessarily related to their formal positions, but stems from their expertise, especially in using technology.
While taking into account the results of our research, one should also have in mind the limitations. The first limitation of our work arises from the overall limitations of TRA, including "a risk of confounding attitudes and norms since attitudes can often be reframed as norms and vice versa and" (Ahmed et al., 2007) , as well as "the assumption that when someone forms an intention to act, they will be free to act without limitation" (Ahmed et al., 2007) . However, the others favor the use of TRA because of its origins in the research field of psychology . Secondly, the paper presents the results of a preliminary research conducted in one insurance company, thus indicating that further research on a larger sample should be conducted in order to confirm the results of our analysis.
